Research has documented the importance and multiple uses of email and instant messaging (IM) in today's organizations. Although companies grapple with issues related to these technologies, researchers estimate that hospitality organizations are increasingly dependent on electronic communication for internal and external communication. The authors recommend a way for hospitality educators to prepare students for their future responsibilities. The knowledge and skills required to address individual and corporate-level challenges are presented in the form of a portable course unit that can be integrated into hospitality classes in a variety of disciplines. 
Introduction
Research (American Management Association [AMA], 2005; Logan et al., 2005; Osterman Research, 2007) has documented the importance and multiple uses of email and instant messaging (IM) in today's fast-paced workplace. Given the increasing use and misuse of electronic communication, the authors propose that a portable unit be introduced into the hospitality curriculum to prepare future hospitality managers for the challenges ahead. This paper first establishes the prevalence of email and IM and issues surrounding use of these new technologies in the workplace are reviewed. Then, to help students maximize the advantages and minimize the risks of email and IM use, the authors provide learning objectives and potential course content and activities which hospitality educators can implement in a variety of disciplines.
Email and IM today
Email is commonly used in homes and organizations. Of the 72 per cent of American adults who are online, 91 per cent use email (Fox & Madden, 2005) . At work, according to a 2004 AMA survey, 10 per cent of respondents spend more than four hours a day on email.
Recent interviews with hospitality industry professionals revealed that email has become the most prevalent means of communication, with the number of daily messages received generally ranging from 20 for a club food and beverage director to over 100 for an e-commerce vice president (personal communication with J.K. and M.D., 21 March 2006).
In hospitality companies, email is increasingly used to communicate with external audiences. With 63 per cent of American adults using the internet to make travel reservations (Fox & Madden, 2005) , hospitality companies are reaching large audiences through email marketing and enjoying generous returns. For example, a recent email from a luxury hotel group offering room discounts generated $600,000 in revenue ( Unlike email, IM is akin to real-time chat and the technology of choice for young people.
As students enter the workforce and as more companies become multi-national, IM is expected to increase substantially for both internal and external communication (Blackwell, 2006; Strom, 2006 Employee 1: do you know how to undo split screens?
As O'Connor (2005) points out, young people are now writing more, translating every thought and feeling -whatever comes into their minds -into words. This may not always be appropriate. Emotional control has also always been a hallmark of effective management practice. The temptation to respond quickly and without reflection is likely to result in a rude or angry email, which researchers have called flaming (Mills, Clay, & Mortensen, 2000) .
Further, although IM may be emerging as the channel of choice among young professionals, it is not always the most effective means for accomplishing workplace goals. A hospitality employee accustomed to contacting friends and family online may find it difficult to determine when a telephone call or a face-to-face meeting may be the best choice. In some cases, using "hybrid strategies", or multiple forms of communication, may be most appropriate (Shipley & Schwalbe, 2007, p. 46) . With increasing options regarding the communication channels available to them, employees' decisions become more and more complex. 
Issues related to the corporation

A portable unit on email and IM
Hospitality educators play an important role in preparing students for new workplace challenges. A success factor for hospitality managers will be how effectively they communicate in an increasingly electronic business environment. Sample material for a portable unit on email and IM in the hospitality workplace is provided in the Appendix and, after the unit rationale, learning objectives and content and activities are presented to illustrate how some of the objectives might be approached in the classroom. As an essential component of students' professional preparation, an entire unit, or portions of it, may be integrated into courses in such disciplines as organizational behavior, information systems, human resources, hospitality law, marketing, and management communication. • Facilitate a discussion to demonstrate that email and IM communication is a reflection of a company's service orientation. Discuss a manager's role in modeling effective communication through email and IM.
Conclusion
• Review examples of emails and IMs and solicit student reactions. Consider showing current, published email exchanges (for example, Tapper, 2006) .
Objective: Apply a sound decision-making process to all written communication to ensure that email and IM enhance and do not damage relationships on the message (for example, short emails to schedule meetings may be informal, while longer emails with contracts or resumes attached are typically more formal). Explain that formality of communications also depends on the organizational culture; provide examples of hospitality companies.
• Facilitate a discussion on grammar, capitalization and punctuation in emails and IMs.
Encourage students to consider factors about the organizational culture and their audience (for example, level, internal vs. external, how well they know the person, if they have sent IMs to this person before, etc.) before deciding whether to dispense with proper grammar, capitalization and punctuation. Encourage students to err on the side of too much formality.
• Compare student Blackboard or WebCT posts in class, with a focus on tone and which emails are most likely to achieve the objective.
• Assign as homework: Students initiate an IM to the instructor, asking a question about course content or an upcoming assignment. Evaluate IMs in class.
• Encourage students to IM with the instructor outside class.
Issues related to the corporation
Objective: Understand how features of electronic communication increase the risks of litigation and security violations Content: Legal and security issues (activity, lecture and discussion: 20 minutes)
• Begin the section with a quiz to explain the legal and security issues of email and IM.
• Discuss examples of recent cases involving email and IM (for example, harassment, defamation, political).
